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limited to $100 per pound ($220 per kilo-
gram) per article if the individual ship-
per fails to notify you in writing of ar-
ticles valued at more than $100 per
pound ($220 per kilogram).

(c) If an individual shipper notifies
you in writing that an article valued at
greater than $100 per pound ($220 per
kilogram) will be included in the ship-
ment, the shipper will be entitled to
full recovery up to the declared value
of the article or articles, not to exceed
the declared value of the entire ship-
ment.

GENERAL RESPONSIBILITIES

§375.205 May I have agents?

(a) You may have agents provided
you comply with paragraphs (b) and (c)
of this section. A household goods
agent is defined as either one of the fol-
lowing two types of agents:

(1) A prime agent provides a transpor-
tation service for you or on your be-
half, including the selling of, or arrang-
ing for, a transportation service. You
permit or require the agent to provide
services under the terms of an agree-
ment or arrangement with you. A
prime agent does not provide services
on an emergency or temporary basis. A
prime agent does not include a house-
hold goods broker or freight forwarder.

(2) An emergency or temporary agent
provides origin or destination services
on your behalf, excluding the selling of,
or arranging for, a transportation serv-
ice. You permit or require the agent to
provide such services under the terms
of an agreement or arrangement with
you. The agent performs such services
only on an emergency or temporary
basis.

(b) If you have agents, you must have
written agreements between you and
your prime agents. You and your re-
tained prime agent must sign the
agreements.

(c) Copies of all your prime agent
agreements must be in your files for a
period of at least 24 months following
the date of termination of each agree-
ment.

§375.211

§375.207 What items must be in my ad-
vertisements?

(a) You and your agents must publish
and use only truthful, straightforward,
and honest advertisements.

(b) You must include, and you must
require each of your agents to include,
in all advertisements for all services
(including any accessorial services in-
cidental to or part of interstate house-
hold goods transportation), the fol-
lowing two elements:

(1) Your name or trade name, as it
appears on our document assigning you
a U.S. DOT number, or the name or
trade name of the motor carrier under
whose operating authority the adver-
tised service will originate.

(2) Your U.S. DOT number, assigned
by us authorizing you to operate as a
for-hire motor carrier transporting
household goods.

(¢) Your FMCSA-assigned U.S. DOT
number must be displayed only in the
following form in every advertisement:
U.S. DOT No. (assigned number).

§375.209 How must I handle com-
plaints and inquiries?

(a) You must establish and maintain
a procedure for responding to com-
plaints and inquiries from your indi-
vidual shippers.

(b) Your procedure must include all
three of the following items:

(1) A communications system allow-
ing individual shippers to commu-
nicate with your principal place of
business by telephone.

(2) A telephone number.

(3) A written or electronic record sys-
tem for recording all inquiries and
complaints received from an individual
shipper by any means of communica-
tion.

(c) You must produce a clear and con-
cise written description of your proce-
dure for distribution to individual ship-
pers.

[68 FR 35091, June 11, 2003, as amended at 77
FR 36934, June 20, 2012; 77 FR 59824, Oct. 1,
2012]

§375.211 Must I have an arbitration
program?

(a) You must have an arbitration pro-
gram for individual shippers to resolve
disputes about property loss and dam-
age and disputes about whether carrier
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